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Resorts, Resilience and Retention 
 
Introduction 
Companies often find it more cost effective to focus on client retention 
than to seek new patronage (Anderson & Fornell, 1994; Anderson et al., 1994; 
Best, 2004; Iwasaki & Havitz,1998; Petrick et al., 2006). Management focused on 
retention methods (i.e. room rates, atmosphere, and amenities) of business 
develops strong relationships with consumers (Williams & Buswell, 2003). 
Reliable and repeat business is necessary in the hospitality and tourism industry 
(Zeithaml et al., 1996) and loyal customers create positive word-of-mouth 
(Williams & Buswell, 2003). Return customers also spend more on services and 
are less concerned with premium prices (Zeithaml et al., 1996). Further, it is more 
efficient to maintain the consumer base (Astbury, 1998). Marketers of tourism 
often focus on the development of long-term relationships with their customers to 
overcome competition (Grönroos 1997; Morias et al., 2003; Oliver, 1999). With 
industry growth and competition, visitor retention is critical to a resort’s success 
and survivability (Petrick, 2004). 
Yet, how do these management efforts influence customer retention and 
the ability of a resort to rebound following a major disaster? The answer may lay 
with the resilience (Cumming et al., 2005; Holling, 1996) of the resort system (i.e. 
the amount of change the resort system can absorb and remain within the same 
regime), its adaptive capacity (Gallopin, 2006; Pelling & High, 2005) to deal with 
change and its ability to maintain function via innovative thinking (Walker & 
Salt, 2006). Disaster research in both the hospitality and tourism industries has 
addressed strategies for crisis management (Pennington-Gray et al., 2010; Ritchie, 
2004), disaster mitigation (Faulkner, 2001), disaster preparedness (McCool, 2012; 
Ritchie, 2008; Orchiston, 2013), vulnerability reduction (Drabek, 1995), post-
hurricane impacts (Lamanna et al., 2012), and post-tsunami recovery (Cohen, 
2009; de Sausmarez, 2005; Rittichainuwat, 2006). Despite this work, little is 
known about resort resilience to disasters and resort customer retention in post-
disaster environments. 
The purpose of this research was threefold: 1) to examine the intention to 
return to a vacation rental (nontraditional whole-ownership condominium resorts) 
along the Florida/Alabama Gulf Coast; 2) to investigate marketing and retention 
efforts along the Florida/Alabama Gulf Coast after the April 24, 2010 Deepwater 
Horizon oil spill disaster; and 3) to analyze data on tourists’ trends in five Florida 
and Alabama counties over the summers of 2010 – 2013 to allow inference on the 
resilience of this resort system. 
 
Research sites 
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This study targeted visitors at tourist destinations along the Gulf Coast in 
Southern Alabama and Northwest Florida. It specifically focused on visitors at the 
vacation rentals/resorts of Baldwin County (Gulf Shores and Orange Beach, 
Alabama), Escambia County (Perdido Key and Pensacola, Florida), Okaloosa 
County (Fort Walton Beach and Destin, Florida), Walton County (Destin, 
Seaside, and Rosemary Beach, Florida), and Bay County (Panama City Beach, 
Florida). All of these vacation sites are located along a 125-mile stretch of 
beaches lining the Gulf of Mexico. In 2008, this area brought in $968 million in 
lodging rentals. 
The specific resort properties were The Beach Club located in Gulf 
Shores, Alabama; TOPS’L Beach and Racquet Resort in Destin, Florida; Sterling 
Resorts, located in Destin, Florida and Panama City Beach, Florida; Cottage 
Rental Agency, located within Rosemary Beach and Seaside, Florida; and Shores 
of Panama in Panama City Beach, Florida. All properties are luxury 
condominiums or single house dwellings on the Gulf of Mexico and its beaches. 
 
Deepwater Horizon oil spill and disaster in context 
On April 20, 2010, an explosion occurred on the semi-submersible 
offshore drilling rig Deepwater Horizon in the Gulf of Mexico, killing 11 rig 
workers and injuring 17 others. On April 24, 2010 it was found that the wellhead 
was damaged and was responsible for leaking more than 200 million gallons of 
oil into the Gulf. This spill posed a serious threat to wildlife and affected as many 
as 400 species (8,000 animals) along the coastal areas of Louisiana, Mississippi, 
Alabama, and Florida. This man-made disaster was the largest offshore oil spill in 
U.S. history costing $40 billion (Jones & Jervis, 2010). The well was permanently 
capped on September 19, 2010. BP was responsible for close to $40 billion in 
fines, cleanup costs, and settlements as a result of the oil spill in 2010, with an 
additional $16 billion due to the Clean Water Act. 
Ritchie et al. (2014) conducted a study of the impact of the BP Oil Spill on 
regional lodging demand from 2009 to 2010. The changes in demand for the hotel 
industry were relatively stable—perhaps due to the use of hotels by cleanup crews 
and media—but there was a decline in the vacation rental industry. Alabama and 
Northwest Florida saw drops in vacation rentals by 29.0% and 10.7% respectively 
from 2009 to 2010. Alabama-Mississippi had declines in revenue of 38.5% while 
Northwest Florida fell 11.5%. 
 
Theoretical frameworks 
 
Theory of planned behavior 
In the Theory of Planned Behavior (TPB) (Fig. 1) behaviors are a product 
of intentions to behave in select ways, attitudes toward performing, and social 
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influence under conditions of volitional choice (Ajzen, 1985
consists of control, behavioral and normative beliefs,
how much influence an indivi
Behavioral intention is the most immediate determinant of behavior
2001, 2002, 2005). There are 
person’s intentions. Ajzen (1985
intentions, but not all intentions are carried out; some [intentions] are abandoned 
altogether, some are revised to fit c
important to understand the cognitive struct
implications for visitor retention in the tourism industry (Petrick et al., 2001)
A visitor’s intention to return is 
travel and tourism research (Lee et al., 2007; Petrick et al., 2001). 
research linking intention to behavior has been conducted in
(Haider & Ewing, 1990; Klenosky et al., 1993; Um & Crompton, 1990), travel 
mode (Bamburg, et al. 2003), travel choice (Fa
Ritchie,1993), destination image (Gartner & Shen, 1992; Pizam & Milman, 1993) 
price and education (Dellaert & Lindberg, 2003), perceived va
expectations and quality (Anderson et al.
Fishbein, 1980), wine tourism planning (Sparks, 2007), ecotourism resort 
experiences (Lee & Moscardo, 2005), tourism
Woodside, 2005), and the hotel/motel market (Casalo et al., 2010; Han et al., 
2010; Huh et al., 2009; Kim et al., 
 
Figure 1. Theory of Planned Behavior
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; 1991). The theory 
 wherein control 
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Resilience is the ability of a system to absorb disturbance and to learn and 
adapt in times of turmoil in order to grow and become more dynamic (Holling, 
1973; 1996). Potential unexpected shocks are of acute importance to coastal areas. 
Adger et al. (2005) discussed impacts of disasters on coastal areas and concluded 
that diverse social and ecological resilience must be created and maintained at 
multiple scales with cross-level interactions and cooperation. This type of 
cooperation is important to reduce or negate institutional horizontal and vertical 
fragmentation, which can lead to disorganized management of coastal areas in the 
face of change (Powell et al., 2009). 
To counter this type of inefficiency coastal area resilience may be 
bolstered via enhanced economic and environmental health, social capacities, and 
effective governance (USAID, 2006). The United Nations definition of resilience 
for disaster risk reduction is “The ability of a system, community or society 
exposed to hazards to resist, absorb, accommodate to and recover from the effects 
of a hazard in a timely and efficient manner, including through the preservation 
and restoration of its essential basic structures and functions.” (UNISDR, 2009, p. 
24). 
The vulnerability of resort tourism destinations to internal and external 
disruptive forces may be mitigated by enhancing resilience. Research on 
resilience in the tourism and hospitality industry has addressed a variety of areas 
including community development (Holladay & Powell, 2013; Ruiz-Ballesteros, 
2011), commercial enterprise (Biggs, 2011; Biggs et al. 2012), weaknesses of 
forecasting for crises and disasters (Prideaux et al., 2003) and retention of 
hospitality jobs (Sydnor-Bousso et al., 2011). 
 
Methods 
 
Customer demographics for survey component 
Participants were visitors who stayed fewer than 30 days in a single or 
multifamily condominium or single home dwelling in one of 11 different resorts 
across four cities located along the Florida/Alabama Gulf Coast. The Alabama 
resorts made up about 15% of the sample, Destin comprised approximately 24.6% 
of the sample, and Santa Rosa Beach and Panama City Beach each comprised 
30% of the sample. The total sample size was 377. 
 
Customer sampling for survey component 
Surveys were administered throughout the summer of 2010 from June 7 
through September 5. All guests surveyed were adults above the age of 25, male 
and female participants and a variety of ages were targeted. Various collection 
times and areas within each resort were used to assure randomness throughout the 
collection process. If there was no one gathered in the assigned collection area at 
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the assigned times, they were to go to the area where the guests were gathered. 
After the initial three weeks, data were collected where it could be obtained 
within the identified gathering areas. The questionnaire was personally handed to 
recipients in a one-to-one interview style. 
 
Questionnaire development for survey component 
An eliciting questionnaire was given to Florida/Alabama vacation rental 
visitors during the summer of 2008 and acted as a pilot study. In total, 28 
questionnaires were completed. These questionnaires were completed in an 
interview style on a one-to-one basis on the properties.  From the frequency and 
patterns from the qualitative information, the main study questionnaire was 
composed. Items measuring intention to rent a vacation rental during the next two 
years, attitudes toward renting such a rental, social influences regarding renting 
such a rental, and perceived controls over renting a vacation rental were 
developed. A semantic differential format was used for each of the above items. 
The questionnaire was a total of 50 questions and was made up of four sections 
composed of questions using a 7-point Likert scale for response methods. 
 
Data screening for the survey component 
Data were cleaned, and then screened to examine their correspondence 
with regression assumptions of normality, lack of outliers, and linearity. 
Examination of residual plots showed no departures from linearity. The 
Kolmogorov-Smirnov test (KStest) for normality was significant indicating 
departures from normality. In addition, histograms and Q-plots also indicated 
severe departures from normality. Examination of Z-scores and Mahalanobis 
distance scores identified outliers and tested for illogical interpretation. 
 
Survey data analysis 
Descriptive statistics were used to describe the sample and examine the 
distributional properties of the study’s key variables. Ordinary Least Squares 
regression and Pearson’s Product Moment correlations were used to analyze the 
structure of relations according to the Theory of Planned Behavior framework. 
Intention was regressed on global attitude, social influence, and perceived 
behavioral control. In turn, global attitude, social influence, and perceived 
behavioral control were correlated with corresponding composite measures of 
each of these constructs. Composite scores were created by taking scores on each 
belief or referent item and multiplying by its corresponding valence score and 
summing across the items. 
To complete the analysis of the Theory of Planned Behavior model 
structure, composite measures of attitude, social influence, and perceived 
behavioral control were regressed on their corresponding belief or referent items. 
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These latter analyses identified the underlying belief structure of global attitude, 
social influence, and perceived behavioral control. Data were analyzed using 
version 18 of the Predictive Analytics Software portfolio (PASW), formerly 
called Statistical Package for the Social Sciences (SPSSPC, 18). 
 
Qualitative interviews 
The following open-ended questions were sent to a select few leaders of 
various property management companies in the nontraditional whole-ownership 
condominium resorts market. A total of ten leaders were selected, contacted 
through email or face-to-face and asked to follow-up via email at their 
convenience. These leaders were selected based on their knowledge of the 
decision-making process that occurred in 2010 during the disaster and represented 
a small sample not inclusive of all types of property management companies in 
the five counties such as hotels, motels and other accommodations.  
 
1) Do you feel your TDC/CVB were effective in their strategies to promote 
tourism in your area? Explain. 
2) Which marketing efforts were specifically valuable? 
3) What did your company do to offset the negative press during the summer of 
2010 and since then? 
4) Do you currently get any lingering oil spill concerns or inquiry from your 
guests? 
 
Bed taxes 
Each county represented in the study has data regarding each month of 
each year on the amount of dollars collected from the tourist tax. Some counties 
collect this within the Clerk of Courts or Tax Collector’s office and other counties 
have the Tourism Development Council collect the tourist tax. The bed tax is 
collected from facilities in the various counties tax district that are rented for six 
months or less are subject to the 5% tourist development tax. These facilities 
include living quarters and accommodations in a hotel, apartment hotel, motel, 
resort motel, apartment motel, rooming house, tourist or trailer camp, mobile 
home park, condominium, cooperatively-owned apartment, multiple-unit 
structure, single-family dwelling, beach house, cottage, or watercraft.  To gather 
bed tax data, an inquiry email was sent to the appropriate tax agency to obtain a 
copy of the tax public record. 
 
Results 
 
Survey demographics 
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Ninety-two (92) questionnaires were collected during week one, 92 were 
collected during week two, and 87 questionnaires were collected during week 
three, totaling 271 questionnaires. An additional 79 questionnaires were collected 
during the remainder of July and early August. The final 27 questionnaires were 
collected during the Labor Day weekend (September 3-5, 2010), yielding a total 
of 377 useable questionnaires. 
Nearly all of the respondents (97.6%) reported personal or family leisure 
as their travel purpose. Most (88.6%) were adults with children. The majority 
were made up of groups with more than two adults (55.7%). Most drove (85.6%) 
as compared to flying (9%), with the majority (52%) reporting coming from 200 
to 500 miles away. The states with the most surveyed participants were Georgia 
(21%), Tennessee (13.4%), Alabama (12%), Louisiana (9%), and Kentucky 
(7.2%). A large percentage of the participants in the survey were repeat visitors 
(89.4%) to the Florida/Alabama Gulf Coast. 
 
Intent to return to a vacation rental property 
All three points of information (general attitude, social influence, & 
perceived behavior control) for the formation of behavior intentions were 
significant predictors. General attitude was the strongest predictor in this study. 
All belief items captured the variable and were significant at   p < .001 (all 
correlated well but not very strong) but higher in general attitude and social 
influence. 
 
Qualitative interviews 
A total of ten leaders of property management companies were contacted to 
participate. Of those, seven participated for a response rate of 70%. Each was 
asked the same four questions. Question number one asked, “Do you feel your 
TDC/CVB was effective in their strategies to promote tourism in your area?”  
There was unanimous positive response to this as it related to the actions of 
management following the spill. For example: 
“I believe that the strategies used by the CVB to promote our area were  
very effective subsequent to the oil spill and by subsequent I mean to 
assure people that things had been cleaned up and return to our area in 
2011 was safe and desirable.  The effectiveness was definitely proven by 
the success that the area has had not just in 2011 after the oil spill but in 
2012 and 2013.” 
“Every single one of (us) went in to crisis mode, making every effort to  
show the world that while this was indeed a horrific incident, “our” 
counties were virtually unaffected…Our TDC/CVB’s strategy was to show 
images and video, whenever possible, that visually proved that “our 
beaches are BEAUTIFUL and open for guests”. 
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 The second question was, “Which marketing efforts were specifically 
valuable?” There was both credit given to the BP campaigns and to individual 
management company’s efforts. 
“The BP marketing of the area was extremely valuable.  The majority of 
the vacation rental operators along the gulf are not able to spend the 
amount of money in television advertising that it takes to really drive 
behavior.” 
“To give credit to specific marketing efforts is hard to do, but I think that 
beside the efforts of our local CVB that did a fantastic job we have to give 
credit to BP who ran some very well put together ads on TV throughout 
the country.” 
“While we greatly appreciated all of the BP produced commercials, the 
more we all could be “interviewed” in all of the news, talk shows, etc., the 
better story we could tell…my point is that the VERY frequent advertising 
that BP did for us, paid off immensely with guests in regions that may 
have forgotten about us or “usually” decide “that’s too far to drive”.  The 
extra $$ in ad dollars in those markets traditionally are not targeted in a 
“normal” (TDC/CVB) advertising plan.  The BP commercials not only 
reinforced our normal drive-markets (and brought back guests), but the 
extended reach is most likely what has taken us over the top over the past 
3-years.” 
 
The third question asked, “What did your company do to offset the 
negative press during the summer of 2010 and since then?” The use of direct 
customer contact (email, newsletters) and social media were important. 
“We had daily “live” videos that our employees commentated showing 
there was NO oil on many of our beaches.” 
“We increased and enhanced our social marketing messages with real 
time photos plus increased our on-line advertising and pay per click.” 
“Social media had exploded during this time, too; so we also post pictures 
and/or video if not daily, at least weekly.” 
 
The last question asked, “Do you currently get any lingering oil spill 
concerns or inquiry from your guests?” There was universal disagreement. It 
appeared that customers were no longer concerned with the oil spill. 
“For the most part the inquiries have stopped but this is primarily due to 
the amount repeat travelers to the area.” 
“I believe that the oil spill is at this point of no concern to our guests and 
do not receive any inquiries about it.” 
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“Not really.  Actually it’s more of an inside joke of sorts.
Most guests today (because of us all telling the exact same story now since 
2010) realized that we never had one single guest complain of any oil 
whatsoever.” 
 
Bed taxes 
Bed tax data was collected from five Gulf Coast counties in Alabama (AL) and 
Florida (FL). Data trends indicated tax revenue growth in all five
Baldwin County, AL (Figure 2)
County, FL (Figure 4), Walton County, FL (Figure 5), and Bay County, FL 
(Figure 6). Each of the counties shows an expected punctuated seasonality peak in 
the summer months. Bay County, FL (Fig
to visitation during the academic Spring Break.
 
Figure 2. Bed tax data from 2010
 
Figure 3. Bed tax data from 2010
  Oil?  What oil!
 
, Okaloosa County, FL (Figure 3), Escambia 
ure 6) also had a March-April peak due 
 
—2013 for Baldwin County, Alabama 
—2013 for Okaloosa County, Florida 
  
counties; 
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Figure 4. Bed tax data from 
 
2010—2013 for Escambia County, Florida 
 
10
Journal of Tourism Insights, Vol. 5 [2014], Iss. 1, Art. 2
https://scholarworks.gvsu.edu/jti/vol5/iss1/2
DOI: 10.9707/2328-0824.1044
  
Discussion 
This study attempted to quantify intention to return to a vacation rental 
along the Florida/Alabama Gulf Coast
Deepwater Horizon oil spill disaster. 
after the spill disaster and 
of this five country resort system
vacation rental visitors to 
qualitative interviews with leaders in property management companies were used 
to assess customer retention efforts
tax data from 2010—2013 allowed analysis of actual customer return to the 
after the disaster. These three data 
underlying customer return and
following this human-induced disaster.
 
Figure 5. Bed tax data from 2010
. Compounding this was the 2010 
Therefore, marketing and retention efforts 
tourists’ trends were investigated to infer the resilience 
. First, quantitative surveys were conducted with 
examine the intention to return. Second, s
 following the oil spill. Last, county level bed 
were examined to understand the mechanisms 
 infer the resilience of this resort tourism
 
—2013 for Walton County, Florida 
 
tructured 
area 
 system 
11
Price-Howard and Holladay: Resorts, resilience and retention
Published by ScholarWorks@GVSU, 2014
 Important antecedents which influence
include customer satisfacti
al., 2001), service quality (Mo
Zeitaml et al., 1996), and perceived value and past experi
2001). In this study the strongest pre
property was general attitude. Customers
destination, the price, the amenities offered, the spaciousness o
level of family atmosphere.
 
Figure 6. Bed tax data from 2010
 
 a visitor’s intent to revisit an area 
on (Anderson et al., 1994; Oh et al., 1995; Petrick et 
rias et al., 2004; Williams & Buswell, 2003; 
ences (Petrick et al.
dictor of intent to return to a vacation rental 
 were able to control their choice
f the room, 
 
—2013 for Bay County, Florida 
 
, 
 of 
and the 
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 Social influence and perceived behavioral 
outcome to the respondents. 
“outstanding amenities” 
result indicated that the guests we
amenities offered were beyond that of t
the locations within close proximity to their homes. Other important issues to the 
guests were that of the beauty of the beaches, the spaciousness of the rooms, and 
the family atmosphere offered at the resort.
having no control over 
hurricanes, economy conditions, high gas costs, health
and the job/work schedule.
The indicator of lack of perceive
interesting corollary related to the 2010 oil spill. There was a marked drop in the 
vacation rental industry of Alabama
2009—2010 (Ritchie et al., 2014). 
data in our study showed a steady increase in tax revenues from 2010
bed tax is a strong indicator of economic gains and community quality of life 
from tourism (Andereck & Nyaupane, 2011
2013). While some caution should be taken with drawing conclusions from the
five county bed tax data 
control had less of a guaranteed 
Results indicated behavioral beliefs were 
and “proximity from home.” First the general attitude 
re more likely to repeat their visit if the 
raditional lodging. Second, guests value
 Respondents viewed themselves as 
perceived behavioral control, such as the presence of 
 of the family members, 
 
d control (e.g. hurricanes) le
-Mississippi and Northwest Florida from 
That said, however, the county level bed tax 
—2013. 
; Goeldner & Ritchie, 2012; Shi & Li, 
presented here—these taxes come from a broad range of 
 
d 
d to an 
The 
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accommodations and not only nontraditional lodging—there seems to be a strong 
degree of customer loyalty regardless of uncontrollable external pressures. 
A second cautionary thought is also necessary. Research has indicated that 
post-disaster tourism taxes can decline (Butry et al., 2001) but other studies show 
an increase in room demand from news media, cleanup crews, volunteers and 
emergency personnel (Enz & Canina 2002; Hein, 2013; Ritchie et al., 2014). 
More research would be needed to ascertain whether or not the maintenance of 
tourism revenue as indicated by bed taxes was attributable to customer loyalty, 
disaster relief efforts and coverage, a combination of these and what other 
influences may have been involved. 
The potential customer allegiance to the properties highlighted in this 
study, particularly after the 2010 spill, may be explained by the intercession of the 
property management companies and by BP itself. The qualitative data in this 
study indicated that the property managers felt their strategies were effective in 
demonstrating that the area was unaffected by the oil spill and a safe region to 
vacation. This is attributable to resilience characteristics such as self-organizing 
behaviors (Walker & Salt, 2102, Carpenter et al., 2001), wherein the property 
managers enacted local organizing behaviors independently of externalities and 
adaptive governance (Folke et al., 2005, Olsson et al. 2006), flexible 
organizational scale adaptive management in response to change (i.e. the spill). 
Property managers indicated communication and messaging about the 
impacts of the spill in the region were highly important. The marketing efforts by 
BP through television commercials and advertisements were considered valuable 
and extended market reach/market penetration beyond the norm. This was 
particularly successful as the television marketing was nationwide and helped to 
instill public trust, a measure of social resilience (Adger, 2000; Marshall, 2007). 
Additionally, live video feeds of the beaches along with directed social media 
campaigns allowed the property management companies to reduce fears among 
customers about the impacts of the oil spill as indicated by subsequent return 
visitation and tax revenues. The totality of marketing, commercials, live video 
feeds and social media interventions represented a type of response diversity 
(Walker & Salt, 2012), whereby resilience was enhanced by a range of response 
types to mitigate the perceived impacts of the oil spill.  
The strong “nothing to worry about” messaging through commercials and 
social media may have led to the development of customer loyalty through 
emotional connections (Gendron, 2007) and the building of positive social capital 
(Bourdieu, 1986). Social capital is important for the resilience of the tourism 
industry (Sydnor-Bousso et al., 2011). Social capital builds trust within a 
community (Holladay & Powell, 2013) and feelings of kinship (Adger, 2003). 
Indeed, the extended use of social media likely served to strengthen the network 
ties (Donoghue & Sturtevant, 2007; Folke et al., 2005; Olsson et al., 2006) among 
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customers and properties through transparency and knowledge sharing (Berkes, 
2009; Trosper 2002). 
Customer intention to return was most strongly influenced by proximity 
and amenities. Retention efforts after the spill focused on targeted messaging that 
built social capital values of trust and networks, thus improving resilience and 
moderating the customer perceptions of oil spill impacts in the region. The high 
levels of investment by BP in the messaging and market campaigns also assisted 
in customer retention. Previous research on the Deepwater Horizon oil spill 
impacts has focused on macro-level community resilience (Levy & 
Gopalakrishan) and regional lodging demand (Ritchie et al., 2014). This study 
focused on meso-level nontraditional lodging retention and resilience following 
the BP oil spill disaster.  Ritchie et al. (2014) suggested research could move 
beyond the macro-scale to sector-level differences across regions, industries and 
sub-industries following the oil spill. Future research could also examine how 
micro-level individual tourism businesses dealt with this and other disaster 
impacts. Finally, caution should be taken with seeking to generalize these findings 
to other locations that have been impacted by human-induced disasters. 
 
References 
Anderek, K. L., & Nyaupane, G. P. (2011). Exploring the nature of tourism and  
quality of life perceptions among residents. Journal of Travel Research, 
50(3), 248-260. 
Adger, W. N. (2000). Social and ecological resilience: Are they related? Progress  
in Human Geography, 24(3), 347-364. 
Adger, W. N. (2003). Social capital, collective action, and adaptation to climate 
change. Economic Geography, 79(4), 387-404. 
Adger, W. N., Hughes, T. P., Folke, C., Carpenter, S. P., & Rockstrom, J. (2005). 
Social-ecological resilience to coastal disasters. Science 309, 1036-1039. 
Anderson, E. W., & Fornell, C. (1994). A customer satisfaction research 
prospectus. In R.T. Rust, & R. L. Oliver (Eds.), Service quality: New 
directions in theory and practice (pp. 241-268). Thousand Oaks, CA: 
Sage. 
Anderson, E. W., & Fornell, C. & Lehmann, D. (1994). Customer satisfaction, 
Market share, and profitability: Findings from Sweden. Journal of 
Marketing, 58(July), 53-66. 
Ajzen, I. (1985). From intentions to actions: A theory of planned behavior. In J. 
Kuhl and J. Beckmann (Eds.), Action-control: From cognition to behavior 
(pp. 11-39). Heidelberg: Springer. 
Ajzen, I. (1991). The theory of planned behavior. Organizational Behavior and 
15
Price-Howard and Holladay: Resorts, resilience and retention
Published by ScholarWorks@GVSU, 2014
Human Decision Processes, 50, 179-211. 
Ajzen, I. (2001). Nature and operations of attitudes. Annual Reviews of 
Psychology, 52, 27-58. 
Ajzen, I. (2002). Perceived behavior control, self-efficacy, locus of control, and 
The theory of planned behavior. Journal of Applied Social Psychology, 32, 
1-20. 
Ajzen, I. (2005). Attitudes, personality, and behavior (2nd edition). Milton- 
Keynes, England: Open University Press/McGraw-Hill. 
Ajzen, I., & Fishbein, M. (1980). Understanding attitudes and predicting social 
behavior. Englewood Cliffs, NJ: Prentice-Hall. 
Anderson, E. W., & Fornell, C. (1994). A customer satisfaction research 
prospectus. In R. T. Rust, & R. L. Oliver (Eds.), Service quality: New 
directions in theory and practice (pp. 241-268). Thousand Oaks, CA: 
Sage. 
Anderson, E. W., & Fornell, C. & Lehmann, D. (1994). Customer satisfaction, 
Market share, and profitability: Findings from Sweden. Journal of 
Marketing, 58, 53-66. 
Astbury, M. (1998). Long term relationships are far better than one-night stands. 
Qualityworld, July, 8-10. 
Bamburg, S., Ajzen, I. & Schmidt, P. (2003). Choice of travel mode in the theory 
Of planned behavior: The roles of past behavior, habit, and reasoned 
action. Basic and Applied Psychology, 25(3), 178-187. 
Berkes, F. (2009). Evolution of co-management: role of knowledge generation, 
Bridging organizations, and social learning. Journal of Environmental 
Management, 90, 1692-1702. 
Best, R. (2004). Market-based management: Strategies for growing customer 
value and profitability. Upper Saddle River, NJ: Prentice Hall. 
Biggs, D. (2011). Understanding resilience in a vulnerable industry: the case of 
reef tourism in Australia. Ecology and Society, 16(1): 30. [online] URL: 
http://www.ecologyandsociety.org/vol16/iss1/art30/ 
Biggs, D., Hall, C. M., & Stoeckl, N. (2012). The resilience of formal and 
informal tourism enterprises to disasters: reef tourism in Phuket, Thailand. 
Journal of Sustainable Tourism, 20(5), 645-665. 
Bourdieu, P. (1986) The forms of capital. In: Richardson, J. (ed.) Handbook of 
Theory of Research for the Sociology of Education. Greenwood Press, 
Santa Barbara, CA. 
Butry, D. T., Mercer, E. M., Prestemon, J. P., Pye, J. M., & Holmes, T. P. (2001).  
What is the price of catastrophic wildfire? Journal of Forestry, 99(11), 9-
17.  
Carpenter, S. R., Walker, B., Anderies, J. M., & Abel, N. (2001). From metaphor  
to measurement: resilience of what to what? Ecosystems, 4(8), 765-781. 
Casaló, L., Flavián, C., & Guinalíu, M. (2010). Determinants of the intention to 
16
Journal of Tourism Insights, Vol. 5 [2014], Iss. 1, Art. 2
https://scholarworks.gvsu.edu/jti/vol5/iss1/2
DOI: 10.9707/2328-0824.1044
participate in firm-hosted online travel communities and effects on 
consumer behavioral intentions. Tourism Management, 31, 898-911. 
Cohen, E. (2009). Death in paradise: tourist fatalities in the tsunami disaster in  
Thailand. Current Issues in Tourism, 12(2), 183-199. 
Cumming, G. S., Barnes, G., Perz, S., Schmink, M., Sieving, K. E., Southworth,  
J., et al. (2005). An exploratory framework for the empirical measurement 
of resilience. Ecosystems, 8(8), 975-987. 
Dellaert, E., & Lindberg, K. (2003). Variations in tourist price sensitivity: a stated 
Preference model to capture the joint impact of differences in systematic 
utility and response consistency. Leisure Sciences, 25, 81-96. 
de Sausmarez, N. (2005). The Indian Ocean tsunami. Tourism and Hospitality  
Planning & Development, 2(1), 55-59. 
Donoghue, E. M., & Sturtevant, V. E. (2007). Social science constructs in 
Ecosystem assessments: revisiting community capacity and community 
resiliency. Society & Natural Resources, 20, 899-912. 
Drabek, T. E. (1995). Disaster responses within the tourist industry. International  
Journal of Mass Emergencies and Disasters, 13(1), 7-23. 
Enz, C. A., and L. Canina. (2002). “The best of times, the worst of times:  
differences in hotel performance following 9/11.” Cornell Hotel and  
Restaurant Administration Quarterly, 43(5), 41-52. 
Fakeye, P., & Crompton, J. (1991). Image differences between prospective, first- 
time, and repeat visitors to the Lower Rio Grande Valley. Journal of 
Travel Research, 30(2), 10-16. 
Faulkner, W. (2001). Towards a framework for tourism disaster management. 
Tourism Management, 22, 135-147. 
Folke, C., Hahn, T., Olsson, P., & Norberg, J. (2005). Adaptive governance of 
social-ecological systems. Annual Review of Environmental Resources, 
30, 441-473. 
Gallopin, G.C. (2006) Linkages between vulnerability, resilience, and adaptive  
capacity. Global Environmental Change, 16, 293–303. 
Gartner, W. & Shen, J. (1992). The impact of Tiananmen Square on China's 
tourism image. Journal of Travel Research, 30(4), 47-52. 
Gendron, B. (2007) Emotional capital: a crucial capital for a citizenship society 
with personal, social, and economic returns. Paper presented at the 
Citizenship Education in Society: Proceedings of the Ninth Conference of 
the Children’s Identity and Citizenship in Europe Thematic Network 2007, 
Malmo, Sweden. 
Goeldner, C. R., & Ritchie, J. R. B. (2012). Tourism: principles, practices,  
philosophies 12th. Hoboken: John Wiley & Sons. 
Grönroos, C. (1997). Keynote paper from marketing mix to relationship 
17
Price-Howard and Holladay: Resorts, resilience and retention
Published by ScholarWorks@GVSU, 2014
marketing – towards a paradigm shift in marketing. Management 
Decision, 35(4) 322-339. 
Haider, W. & Ewing, G. (1990). A model of tourist choices of hypothetical 
Caribbean destinations. Leisure Sciences, 12, 33-47. 
Han, H., Hsu, L., & Sheu, C. (2010). Application of the theory of planned 
behavior to Green hotel choice: Testing the effect of environmental 
friendly activities. Tourism Management, 31(3), 325-334. 
Hein, S. G. (2013). Localized revenue implications of severe tornado outbreaks  
on the lodging industry. The Journal of Hospitality Financial 
Management, 21(1), 4-16. 
Holladay, P. J. & Powell, R. B. (2013). Resident perceptions of social–ecological 
resilience and the sustainability of community-based tourism development 
in the Commonwealth of Dominica. Journal of Sustainable Tourism, 
21(8), 1188-1211. 
Hu, Y., & Ritchie, J. (1993). Measuring destination attractiveness: A contextual 
approach. Journal of Travel Research, 32(2), 25-34. 
Huh, H., Kim, T., & Law, R. (2009). A comparison of competing theoretical 
models for understanding acceptable behavior of information systems in 
upscale hotels. International Journal of Hospitality Management, 28(1), 
121-134. 
Holling, C. S. (1973). Resilience and stability of ecological systems. Annual 
Review of Ecology and Systematics, 4, 1-23. 
Holling, C. S. (1996). Engineering resilience versus ecological resilience. In P. 
Schulze (Ed.), Engineering within ecological constraints. Washington, 
D.C.: National Academy Press. 
Iwasaki, Y., & Havitz, M. E. (2004). Examining relationships between leisure 
involvement, psychological commitment and loyalty to a recreation 
agency. Journal of Leisure Research, 30(1), 45-72. 
Jones, C., & Jervis, R. (2010, November 19). Oil spill takes toll on tourism on 
Gulf Coast. USA Today. Retrieved from http:// abcnews.go.com/travel/bp-
oil-spill-takes-toll-gulf-coast-tourism/story?id=11008910&page=1 
Kim, T., Lee, J., & Law, R. (2008). An empirical examination of the acceptance 
behaviour of hotel front office systems: An extended technology 
acceptance model. Tourism Management, 29(3), 500-513. 
Klenosky, D., Gengler, Ch., & Mulvey, M. (1993). Understanding the factors 
Influencing ski destinations choice: A means-end analytical approach. 
Journal of Leisure Research, 25(4), 362-379. 
Lamanna, Z., Williams, K. H., & Childers, C. (2012). An assessment of  
resilience: disaster management and recovery for greater New Orleans’ 
hotels. Journal of Human Resources in Hospitality & Tourism, 11, 210-
224. 
18
Journal of Tourism Insights, Vol. 5 [2014], Iss. 1, Art. 2
https://scholarworks.gvsu.edu/jti/vol5/iss1/2
DOI: 10.9707/2328-0824.1044
Lee, W. H., & Moscardo, G. (2005). Understanding the impact of ecotourism 
resort experiences on tourists’ environmental attitudes and behavioural 
intentions. Journal of Sustainable Tourism, 13(6), 546-565. 
Lee, S., Petrick, J., & Crompton, J. (2007). The roles of quality and intermediary 
constructs in determining festival attendees’ behavioral intention. Journal 
of Travel Research, 45(4), 402-412. 
Levy, J. K., & Gopalakrishnan, C. (2010). Promoting ecological sustainability and 
community resilience in the US Gulf Coast after the 2010 Deepwater 
Horizon Oil Spill. Journal of Natural Resources Policy Research, 2(3), 
297-315. 
March, R., & Woodside, A. (2005). Testing theory of planned versus realized 
tourism behavior. Annals of Tourism Research, 32(4), 905-924. 
Marshall, N. A. (2007). Can policy perception influence social resilience to policy  
change? Fisheries Research, 86(2-3), 216-227. 
McCool, B. N. (2012). The need to be prepared: disaster management in the 
hospitality industry. Journal of Business & Hotel Management, 1:2.  
Morias, D., Backman, S., & Dorsch, M. (2003). Toward the operationalization of 
Resource investment made between customers and providers of a tourism 
service. Journal of Travel Research, 41(4), 362-374. 
Oh, C., Uysal, M., & Weaver, P. (1995). Product bundles and market segments 
based on travel motivations: a canonical correlation approach. 
International Journal of Hospitality Management, 14(2), 123-137. 
Oliver, R. (1999). Whence customer loyalty? Journal of Marketing, 63, 33-44. 
Olsson, P., Schultz, L., Folke, C., & Hahn, T. (2006). Social networks for 
Ecosystem management: a case study of Kristianstads Vattenrike, Sweden. 
In W. V. Reid, F. Berkes, T. Wilbanks & D. Capistrano (Eds.), Bridging 
scales and knowledge systems: concepts and applications in ecosystem 
assessment. Washington, DC: Island Press. 
Orchiston, C. (2013). Tourism business preparedness, resilience and disaster  
planning in a region of high seismic risk: the case of the Southern Alps,  
New Zealand. Current Issues in Tourism, 16(5), 477-494. 
Pelling, M., & High, C. (2005). Understanding adaptation: what can social capital  
off assessments of adaptive capacity. Global Environmental Change, 15, 
308-319. 
Pennington-Gray, L., Cahyanto, I., Thapa, B., McLaughlin, E., Willming, C. &  
Blair, S. (2010). Destination management organizations and tourism crisis  
management plans in Florida. Tourism Review International, 14, 247-261. 
Petrick, J. (2002). Development of a multi-dimensional scale for measuring the 
perceived value of service. Journal of Leisure Research, 34(2), 119-134. 
Petrick, J. (2004). The roles of quality, value, and satisfaction in predicting cruise 
19
Price-Howard and Holladay: Resorts, resilience and retention
Published by ScholarWorks@GVSU, 2014
passengers’ behavioral intentions. Journal of Travel Research, 42(4), 397-
407. 
Petrick, J., Morais, D., & Norman, W. (2001). An examination of the 
determinants of entertainment vacationers’ intention to revisit. Journal of 
Travel Research, 40(1), 41-48. 
Petrick, J., Tonner, C., & Quinn, C. (2006). The utilization of critical incident 
technique to examine cruise passengers’ repurchase intentions. Journal of 
Travel Research,44(3), 273-280. 
Pizam, A., & Milman, A. (1993). Predicting satisfaction among first time visitors 
to a destination by using the expectancy disconfirmation theory. 
International Journal of Hospitality Management, 12(2), 197-209. 
Prideaux, B., Laws, E., & Faulkner, W. (2003). Events in Indonesia: exploring the 
Limits to formal tourism trends forecasting methods in complex crisis 
situations. Tourism Management, 24, 475-487. 
Powell, R. B., Cuschnir, A., & Peiris, P. (2009). Overcoming governance and 
institutional barriers to integrated coastal zone, marine protected area, and 
tourism management in Sri Lanka. Coastal Management, 37(6), 633-655. 
Ritchie, B. W. (2008). Tourism disaster planning and management: from response  
and recovery to reduction and readiness. Current Issues in Tourism, 11(4), 
315-348. 
Ritchie, B. W. (2004). Chaos, crises and disasters: a strategic approach to crisis  
management in the tourism industry. Tourism Management, 25, 669-683. 
Ritchie, B. W., Crotts, J. C. & Zehrer, A. (2014). Understanding the effects of a 
tourism crisis: the impact of the BP oil spill on regional lodging demand. 
Journal of Travel Research, 53 (1), 12-25. 
Rittichainuwat, B. N. (2006). Tsunami recovery: a case study of Thailand’s  
tourism. Cornell Hotel and Restaurant Administration Quarterly, 47(4), 
390-404. 
Ruiz-Ballesteros, E. (2011). Social-ecological resilience and community based 
tourism: an approach from Agua Blanca, Ecuador. Tourism Management, 
32, 655-666. 
Shi, H. and Li, C. (2013), Tourism promotion, increasing returns and domestic  
welfare. World Economy. doi: 10.1111/twec.12084 
Sparks, B. (2007). Planning a wine tourism vacation? Factors that help to predict 
Tourist behavioural intentions. Tourism Management, 28(5), 1180-1192. 
Sydnor-Bousso, S., Stafford, K., Tews, M., & Adler, H. (2011). Towards a 
Resilience model for the hospitality and tourism industry. Journal of 
Human Resources in Hospitality & Tourism, 10, 195-217. 
Trosper, R. L. (2002). Northwest coast indigenous institutions that supported 
resilience and sustainability. Ecological Economics, 41, 329-344. 
Um, S., & Crompton, J. (1991). Development of pleasure travel attitude 
20
Journal of Tourism Insights, Vol. 5 [2014], Iss. 1, Art. 2
https://scholarworks.gvsu.edu/jti/vol5/iss1/2
DOI: 10.9707/2328-0824.1044
dimensions. Annals of Tourism Research, 18(3), 500-540. 
UNISDR (2009). Terminology on Disaster Risk Reduction. Geneva: United 
Nations International Strategy for Disaster Risk Reduction. 
United States Agency International Development. (2006). Coastal community 
resilience: a guide for planning and action to address tsunami and other 
coastal hazards: USAID-Asia. 
Walker, B., & Salt, D. (2006). Resilience thinking: Sustaining ecosystems and  
people in a changing world. Washington DC: Island Press. 
Walker, B., & Salt., D. (2012). Resilience practice: Building capacity to absorb  
disturbance and maintain function. Washington DC: Island Press. 
Williams, C., & Buswell, J. (2003). Service quality in leisure and tourism. 
Cambridge, MA:CABI Publishing. 
Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavior 
consequences of service quality. Journal of Marketing, 60, 31-46. 
 
 
 
21
Price-Howard and Holladay: Resorts, resilience and retention
Published by ScholarWorks@GVSU, 2014
